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DATA 


CONCLUSION 


1. CUSTOMER ROUTES SELF IN IVR TO 
WRONG AGENT 

2. AGENT TRANSFERS CUSTOMER IN 
RESPONSE TO CUSTOMER NEED. 


MISROUTING (2 OR MORE AGENTS 
INVOLVED INSTEAD OF 1) 


1. CUSTOMER ROUTES SELF IN IVR TO 
WRONG AGENT 


MISROUTING (WRONG AGENT 
INVOLVED) 


2. AGENT PERFORMS FUNCTION ANYWAY. 




1. AGENT PERFORMS FUNCTION. 

2. FUNCTION IS AVAILABLE IN IVR. 


UNDERUTILIZATION OF IVR 
FUNCTIONALITY. 
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1 . AGENT STAYS ON THE LINE DURING 
TRANSER 
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POSSIBLE POLICY VIOLATION 
(REGARDING WARM TRANSFERS) 


1 . AGENT STAYS ON THE LINE DURING 
TRANSFER 
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(REGARDING USE OF FAST QUEUE FOR 
AGENT TRANSFERS) 
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1. ANNOTATE EVENT SEQUENCES WITH THE 
AUTOMATION ACHIEVED 

2. COLLAPSE DATA FOR EVERY CALL(IVR EVENT 
SEQUENCE) INTO COUNTS FOR DISTINCT CALL 
PROFILES 

3. CONVERT COUNTS FOR EACH CALL PROFILE INTO 
RELATIVE PERCENTAGES 
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5.6% TO SPECIALIST 
WITH READOUT 1.8% 
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